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(57) ABSTRACT 

An apparatus, System, and method for the creation of 
interaction requests during or after a base interaction. The 
interaction requests are put into feedback and action forms 
and are based on content of the base interaction, created in 
order to be used as drivers for the execution of follow up 
interactions associated with the base interaction. 

12 14 
m - - - - - 1 - - - - 4 - - INTERACTION 

PARTICIPANT 2 

INTERACTION INFORMATION 
APPARATUS 

BASE INTERACTION39 
CAPTURE HANDLER 

H 
INFORMATION RECUEST 

GENERATOR 

INTERACTION 
FOLLOW-UP 

MANAGER 

INFORMATION 
INTERACTION 

HANDLER 

REGUESTS 
LIST 

40 

FOLLOW-UP 
44 INTERACTION 3. 

- - - - 4 - - 42 - - - - - - - 

SUPERVISER 1 - INTERACTION INFORMATION 
MANAGEMENT 

  



Patent Application Publication Sep. 15, 2005 Sheet 1 of 6 US 2005/0204378A1 

1O 12 14 

- - - - - - 1 - - - - - INTERACTION INTERACTION 
PARTICIPANT1 BASE INTERACTION PARTICIPANT 2. 
m on a was J - m a.m. - - - as a 

16 

INTERACTION INFORMATION 
APPARATUS 

BASE INTERACTIONTL3 
CAPTURE HANDLER 

REQUESTS 
H LIST 

INFORMATION RECQUEST 
GENERATOR 

FEEDBACK AND ACTION 
FORM BUILDER 

FOLLOW-UP 
INTERACTION 
MANAGER 

INTERACTION 
INFORMATION 
HANDLER 

FOLLOW-UP 
44 INTERACTION g 

- - - - 4 - - 42 r - - - (- - - s 

... . . . . Fontain! : INTERACTION INFORMATION 
suPERVISER 1 - MANAGEMENT - SUPERVISER 2 

  



Patent Application Publication Sep.15, 2005 Sheet 2 of 6 US 2005/0204378A1 

20 

INTERACTION CAPTURE 
HANDLER 

54 
INTERACTION MEDIA 

IDENTIFIER 

INTERACTION PARTICIPANT 58 
IDENTIFIER 

INTERACTION CAPTURE 
ANALYZER 

MEDIA EVENTS 62 
ANALYZER 

INFORMATION RECQUEST 
GENERATOR 

INFORMATION 72 
REQUEST SELECTOR 

FEEDBACK AND 
ACTION TABLE 

ENTRY ASSEMBLER 

INTERACTION 
CAPTURE LINK 

BUILDER 

INTERACTION 
EPISODELINK 

BUILDER 

CTI EVENTS 64 
ANALYZER 

scREENEVENTS 66 
ANALYZER 

INTERACTION EPISODE | 68 
IDENTIFER 

INTERACTION EPISODE | 70 
HANDLER 

FIG. 2A 

FIG. 2B 

26 

FOLLOW-UP INTERACTION MANAGER 

FOLLOW-UP INTERACTION 82 FEEDBACK FORM 86 
MEDIA SELECTOR PRESENTER 

INFORMATION REQUEST 84 INFORMATION REQUEST 88 
RESPONSE HANDLER ENTRY UPDATER 

FIG. 2C 

    

  

    

  

  



Patent Application Publication Sep. 15, 2005 Sheet 3 of 6 US 2005/0204378A1 

28 24 

INTERACTION INFORMATION FEEDBACK AND 
HANDLER ACTION FORM BUILDER 

FEEDBACK AND 
BASE INTERACTION 90 
CAPTURE LOCATOR 

ACTION FORM 
INITIALIZER 

INTERACTION EPISODE 
LOCATOR 

INFORMATION 
REQUEST ENTRY 
RECORD BUILDER 

INFORMATION 
REQUEST ENTRY 
RECORD UPDATER 

INTERACTION CAPTURE - 
INTERACTION EPISODE - 
FEEDBACK AND ACTION 

FORMNAVIGATOR FEEDBACK AND 
ACTION FORM 
FINALIZER 

FIG. 3C 
FEEDBACK AND ACTION FORM 

FORMIDENTIFICATION 

PARTICIPANTS DENTIFICATION 

LINK TO INTERACTION CAPTURE 

LINKS TO PARTICIPANTS MASTER 104 
RECORDS 

INFORMATION RECRUEST 

FIG. 3A 

LINK TO INTERACTION 108 
EPISODE 

INFORMATION 
REQUEST(S) 

RESPONSE(S) TO 
INFORMATION 
REQUEST(S) 

FIG. 3B 

    

  

    

    

    

  

  

  



Patent Application Publication Sep. 15, 2005 Sheet 4 of 6 

6------- 
INTERACTION 

112 114 116 118 

INTERACTION INTERACTION INTERACTION INTERACTION 
EPISODE 1 EPISODE 2 . EPISODE n EPISODE n-1 

FEEDBACK FORM - INFORMATION RECQUEST ENTRY 1 
124 26 128 

INFORMATION RESPONSEQFEE REQUEST TO PARTICIPANT 
PARTICIPANT m n PARTICIPANT 

LINK TO 
EPISODE 

RESPONSE 

FEEDBACK FORM 

US 2005/0204378A1 

OF 
PARTICIPANT 

134 

INFORMATION 
REQUEST TO 
PARTICIPANT p 

INFORMATION 
REQUEST TO 

PARTICIPANT q 

LINK TO 
EPISODE 

L+1 

INFORMATION 
REQUEST TO 
PARTICIPANT u 

- INFORMATION RECUEST ENTRY 2 ATION REQUES: 
RESPONSE OF 
PARTICIPANTp 

NFORMATION 
REQUEST TO 
PARTICIPANT 

p+1 

INFORMATION 
REQUEST TO 
PARTICIPANT 

INFORMATION 
RECQUEST TO 
PARTICIPANT 

RESPONSE OF 
PARTICIPANT 

p+1 

RESPONSE OF 
PARTICIPANT 

RESPONSE OF 
PARTICIPANT 

u-1 

  



Patent Application Publication Sep.15, 2005 Sheet 5 of 6 US 2005/0204378A1 

ANALYZE THE RECORDING OF BASE INTERACTION 
IDENTIFY INTERACTION MEDIA 

ANALYZE THE RECORDING OF BASE INTERACTION 
LOCATE AND MARK INTERACTION EPISODE 

ANNALYZE INTERACTION EPISODE FOR OBTAINING CONTENT, 184 
CONTEXT AND CHARACTERISTICS OF INTERACTION EPISODE 

| OBTAIN CHARACTERISTICS OF INTERACTION PARTICIPANTS 186 

SELECT INFORMATION REGUEST INACCORDANCE WITH 
INTERACTION EPISODE DATA AND PARTICIPANTS DATA 

GENERATE TWO-WAY OR MULTI-WAY LINK BETWEEN THE 
INTERACTION EPISODE AND THE INFORMATION RECQUEST 

GENERATE INFORMATION REQUEST ENTRY 192 

GENERATE LINK BETWEEN THE PARTICIPANTS ASSOCIATED 
WITH THE INFORMATION REQUEST ENTRY AND PARTICIPANTs. N196 

RECORDS 
- - - - - - - - - - - - - - - - - - - - - - - - - - - - 

UPINTERACTION 

PRESENT FEEDBACK FORM 

F.G. 5 

180 

182 

188 

190 

200 

O2 

204 

  

  

  

      

    

    

      

  



Patent Application Publication Sep.15, 2005 Sheet 6 of 6 US 2005/0204378A1 

CAPTURE INTERACTION 210 

IDENTIFY EPISODES 212 

214 
GENERATE INFORMATION REQUEST 

216 
ESTABLISH FOLLOW UP INTERACTION 

PROVIDE INFORMATION 
222 REQUEST TO PARTICIPENT n+1 

RECEIVE PARTICIPENT 
224 RESPOSNE n-1 

PROVIDE INFORMATION 218 
REQUEST TO PARTICIPENT n 

RECEIVE PARTICIPENT 220 
RESPOSNE in 

STORE AND LINK PARTICIPANT RESPONSE OR EXECUTE ACTION-2 26 

228 

230 

COMPARE RECIPIENT n and RECIPIENT n+1 RESPONSES 

GENERATE AN ADDITINAL FOLLOW UP INTERACTION BASED ON 
THE FIRSET FOLLOW UP INTERACTION 

FIG. 6 

  



US 2005/0204378A1 

SYSTEMAND METHOD FOR VIDEO CONTENT 
ANALYSIS-BASED DETECTION, SURVEILLANCE 

AND ALARM MANAGEMENT 

BACKGROUND OF THE INVENTION 

0001) 1. Field of the Invention 
0002 The present invention relates to the analysis of 
interactions in general, and more particularly to the admin 
istering of a Survey and to acquiring of interaction informa 
tion from participants of an interaction Session. 
0003 2. Discussion of the Related Art 
0004 Business organizations increasingly regard the 
conduct of interactions with their customers as major 
Sources of information and insight regarding business opera 
tions as reflected by the opinions of the customers and of the 
Service provider perSonnel, Such as agents, regarding the 
conduct and management of the interactions. 
0005 Surveys are information collection techniques that 
involve a pre-defined Set of Structured and Standardized 
questions. When the questions are administered by the 
respondents, the Survey is referred to as a questionnaire, or 
a Self-administered Survey. In order to obtain useful inter 
action information the Set of pre-defined questions consti 
tuting a Standard questionnaire could be pre-produced by the 
organization and the questionnaire could be presented to the 
participants as a feedback form at the end of the interaction. 
The presentation of the feedback form provides the option 
for the participants to express their opinions by responding 
to a set of pre-defined questions constituting the content of 
the feedback form. The responses typically involve the 
insertion of a group of answers to the respective questions. 
The questions are structured and constructed Such that the 
responses will reflect their opinions, reactions, attitudes, and 
interaction-specific comments concerning the conduct and 
the management of the interaction. Thus, the presentation of 
the feedback form enables the performance of a post 
interaction follow-up procedure associated with the interac 
tion. By obtaining, processing and analyzing the responses 
asSociated with the feedback forms the organization is 
understood to attain useful information. 

0006. In interaction analysis, the above-described 
approach has Several drawbacks. The main drawback con 
cerns the inherent characteristics of the existing Survey 
techniques vis-a-vis the Specific demands of interaction 
information acquirement. Currently utilized Surveys are 
designed for the collection of large Samples of Statistical or 
quantitative information and fail to obtain quality-oriented 
and event-focused interaction related information. In exist 
ing Survey techniques, the questions are Standardized in 
order to reduce bias and to ensure reliability, generality, and 
validity. Every respondent is presented with the same ques 
tions and in the same order as the other respondents. AS a 
result, where employed for interaction analysis, Standard 
questionnaires lack the flexibility to address Specific aspects 
of a specific interaction and lack the capability of handling 
dynamically developing personality issues. The Set of Stan 
dard questions is not intended to relate to Specific events that 
could occur during a specific interaction. The same ques 
tionnaire is introduced for each interaction and for each 
participant, and the respondents are required to Submit 
answers to the same Set of questions regardless of the 
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duration, the complexity, the dynamics, the level of under 
Standing of the customer, the customer's propensity to 
respond to a follow up Survey or questionnaire, the level of 
details the customer was interested in, and the final results 
of the interaction. 

0007. It will be easily perceived by one with ordinary 
skills in the art that a novel apparatus and method is required 
for performing a Substantially more efficient interaction 
Specific Survey. 

SUMMARY OF THE PRESENT INVENTION 

0008. It is an object of the present invention to provide a 
novel apparatus, System, and method for the creation of a 
dynamic and adaptive feedback and action form utilized for 
the execution of a follow up interaction that is associated 
with an base interaction performed by a customer and one or 
more representatives. 
0009. One aspect of the present invention regards an 
apparatus for the acquirement of interaction management 
information. The apparatus comprises the elements of an 
base interaction recording handler for processing an at least 
one interaction episode occurring within an base interaction, 
an information request generator for generating an at least 
one information request associated with the at least one 
interaction episode, a feedback and action form builder for 
building an at least one feedback and action form associated 
with the base interaction and including the at least one 
information request associated with the at least one interac 
tion episode, and a follow-up interaction manager for receiv 
ing and handling a response to the at least one information 
request in the at least one feedback and action form. 
0010) A second aspect of the present invention regards a 
method for obtaining interaction management information. 
The method comprises the Steps of analyzing the recording 
of an base interaction performed via a Summed channel or 
other channels, the channels are associated with interaction 
participants, for identifying an at least one interaction epi 
Sode occurring during the base interaction, Selecting an at 
least one information request in accordance with character 
istics, content, and context of the at least one interaction 
episode and the characteristics of an at least one interaction 
participant, creating a two-way or a multi-way logical link 
between the at least one interaction episode and the at least 
one information request, inserting the at least one informa 
tion request into an at least one feedback and action form, 
creating a two-way or a multi-way logical link between the 
base interaction and the at least one feedback and action 
form, and executing an at least one follow-up interaction 
with an at least one base interaction participant, utilizing the 
at least one feedback and action form created during or after 
the base interaction, for obtaining interaction management 
information regarding the events occurred during the base 
interaction. 

BRIEF DESCRIPTION OF THE DRAWINGS 

0011. The present invention will be understood and 
appreciated more fully from the following detailed descrip 
tion taken in conjunction with the drawings in which: 
0012 FIG. 1 is a general block diagram of the of the 
proposed apparatus, on accordance with a preferred embodi 
ment of the present invention; 
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0013 FIG. 2A, 2B, 2C, 3A, 3B, and 3C are detailed 
block diagrams of the constituent components of the pro 
posed apparatus, in accordance with a preferred embodiment 
of the present invention; 

0.014 FIG. 4 illustrates the structure of the feedback and 
action form in relation with the constituent interaction 
episodes of the base interaction recording; 
0015 FIG. 5 is a flowchart describing the operation of 
the proposed method, in accordance with another preferred 
embodiment of the present invention; and 
0016 FIG. 6 is a flowchart describing an alternative 
operation of the proposed method, in accordance with 
another preferred embodiment of the present invention. 

DETAILED DESCRIPTION OF THE 
PREFERRED EMBODIMENT 

0.017. The present invention discloses a new and novel 
interaction analysis method and apparatus. The present 
invention provides an apparatus, System, and method for the 
creation of dynamic and adaptive interaction follow up form 
utilized for the execution of a follow up interaction that is 
asSociated with an interaction that took place between a 
customer and one or more representatives. The invention 
involve the generation of an interaction-specific dynamic 
form that is created adaptively during and in accordance 
with the dynamics of an interaction between a customer and 
or more representative. Alternatively the form can be gen 
erated in response to an interaction between any two parties. 
The follow up form in the framework of the follow-up 
interaction provides the participants to relate to particular 
aspects of the interaction. For example, as a result of a base 
interaction between a customer and representative, a follow 
up interaction takes place in which the customer or the 
representative complete a follow up Survey which is pro 
Vided as a follow up form, automatically generated. The 
follow up form is generated in response to the base inter 
action. The base interaction can be an audio recording or any 
other multimedia Stream that is exchanged between the 
parties to a conversation. Such media can include Video, 
audio, data of all kinds, including, data over data networks, 
such as data over IP World Wide Web browsing, short 
messages System data over wireleSS networks, and any other 
type of media. The Same data Stream which includes the 
multimedia embodying the interaction can also include date 
about the interaction and Such can be extracted and used in 
the context of the present invention. Once the interaction 
between the parties is captured a follow up form is prepared 
in real time. While the present text describes mainly the 
process once a base interaction has been captured it would 
likewise function after the interactions, whether base or 
follow up, are recorded, stored or later extracted. The follow 
up form can be prepared automatically during or after the 
capture of the base interaction itself and in response to 
predetermined events within the base interaction. Alterna 
tively, the follow up form can be prepared once the base 
interaction is complete. A follow up interaction is then 
initiated automatically or by a human representative and the 
follow up form is shown to the party taking the Survey. This 
follow up interaction can in itself be considered as a base 
interaction and a follow up form prepared in connection 
there to. Each part of the base interaction or later one or 
more follow up interactions can Serve as the basis for 
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another follow up interaction. Thus, there is no limit for the 
number of follow ups which can take place. It would be 
evident to those skilled in the art that a limited number of 
follow up interactions can take place with respect to a base 
interaction comprising an interaction between a customer 
and a representative in a call center. However, in other 
eventualities, Such as in interactions between two profes 
Sionals the number of follow up interactions can increase. In 
yet another alternative, the follow up forms can be built for 
representatives who would provide the Survey over the 
phone to customers. Another feature of the present invention 
is the inclusion of actions to be generated as part of the 
follow up forms. Such actions can include an instructions to 
direct the perSon answering the follow up form to a particu 
lar Service or issue an instructions to representative in 
response to an answer received from a person performing 
the follow up form during or after the follow up interaction. 
The present known Systems where interactions between 
customers and representatives take place are based on tele 
phony communications, thus, the first application of the 
present invention would be in connection with Such Systems, 
Future Systems providing interactions via electronic media 
would enable providing the follow up form in a follow up 
interaction via electronic media and data or other networkS. 

0018 Referring to FIG. 1 a base interaction 12 is a 
communicative Session in which information is exchanged 
between two or more participants 10, 14. An interaction is 
defined as a communication Session within which relevant 
content is exchanged between participants. The interaction 
could be performed in a conventional manner where the 
participants engage in a face-to-face real-time conversation 
or could be performed via man-made artificial communica 
tion channels, Such as a conventional telephone network, a 
cellular communication network, audio, and Video or text 
eXchange performed via a data communication network, and 
the like. Additional details with respect to face-to-face 
interactions can be further seen in PCT Patent application 
titled RECORDING AND QUALITY MANAGEMENT 
SOLUTIONS FORWALK-IN ENVIRONMENTS publica 
tion serial number WOO3/021927A2 dated 13 Mar. 2003. 
Interactions typically involve the exchange of audio (voice) 
Streams, Video Streams, text messages, audio, Video and data 
packets, multi-media and the like. In the preferred embodi 
ment of the invention the interaction 12 is an interaction 
performed between one or more representatives and a cus 
tomer. Alternatively, the interaction is performed between 
one or more representatives with one or more customers. 
Alternatively, the interaction is performed between two or 
more representatives. The present invention is not limited to 
particular parties to the interactions. Any perSon or machine 
can be a party to an interaction, whether a base or a follow 
up interaction. The base interaction 12 could take place in a 
face-to-face manner or could be performed via artificial 
man-made communication Systems, Such as a telephone 
network, a cellular network, a data communication network, 
and the like. Thus, the base interaction 12 could be based on 
diverse interaction media, Such as audio, video, text, multi 
media and the like. In the preferred embodiment of the 
invention the interaction 12 is captured by an interaction 
capturing device 16. The capture may be performed in real 
time or off line. When performed offline there will be a data 
accumulation in a buffer or the data captured will be stored, 
Such as on a disk or other media, and later processed. The 
interaction capture device 16 can be a microphone, a Video 
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camera, a keyboard, a touch Screen or any other capturing 
device which can capture any part of the interaction. The 
interaction may alternatively be recorded into a magnetic or 
optical or other media to provide an interaction recording. 
An Interaction Information apparatus is used to generate the 
follow up forms in accordance with data and events asso 
ciated with the interaction capture 16. The Interaction Infor 
mation apparatus 18 is one or a group of logically interre 
lated computer modules installed on a computing platform, 
Such as on a personal computer. The apparatus 18 could be 
implemented as executable object code Stored in a magnetic 
or optical Storage device associated with the computing 
platform. Alternatively, the modules of the apparatus 18 
could be computing instructions encoded into hardware, 
Such as integrated circuit boards associated with a micro 
processor. The apparatus 18 is designed to operate during (in 
real-time) or Subsequent to (off-line) the interaction capture 
16. The function of the apparatus 18 is to establish dynami 
cally and adaptively a follow-up interaction 40 associated 
with the base interaction 12. The base interaction 12 is an 
interaction that took place between two parties, Such as 
between a customer and an agent or representative upon 
which a follow-up interaction 40 will be conducted. The 
follow-up interaction 40 is an interaction established to 
obtain feedback or follow up information from parties to the 
base interaction 12. The follow-up interaction 40 is also an 
interaction established to perfom follow up actions associ 
ated with the feedback or follow up information from parties 
to the base interaction 12. The feedback or follow up or 
follow up actions can be associated with, but is not limited 
to, the (i) process of the base interaction 12, (ii) the conduct 
of the representative or another party on the base interaction 
12, (iii) the quality and level of service provided, (iv) the 
personal dynamics occurred, (v) technical problems relating 
to the base interaction 12, (vi) the expectation of the parties 
to the interaction, (vii) actions not performed or not com 
pleted, and the like. Actions not performed can include for 
example, incomplete Sales, requests for information, 
requests for documents, and the like. The follow-up inter 
action 40 is initiated by the interaction information appara 
tus 18 with one or more participants 10, 14 (agent or 
customers or others) to the base interaction 12 or to a later 
follow up interaction 40. The base interaction 12 and the 
follow up interaction 40 form an integrated information 
Structure established by the generation of a dynamic and 
adaptive feedback and action form. The feedback and action 
form contains a Set of information requests, Such as ques 
tions or queries, to be presented to a participant 10, 14 or a 
Set of actions to be performed by a party associated with the 
interaction, Such as a representative, or a combination of 
questions, queries and actions, Some which can be answered 
and in response thereto others can be performed. For 
example, the basic feedback and action form can include 
questions as to the level of Service provided by the agent or 
representative. A more complex form can include a Series of 
actions which must be performed by the representative in 
View of a base interaction with a customer, Such as to call a 
number of people and report to them as to the base inter 
action or to Send a number of e-mails automatically gener 
ated in response to the base interaction. Another form of 
feedback and action form would include a Series of ques 
tions the response to which will determine whether a par 
ticular action has to be taken, Thus, for example, if the agent 
did not complete a Sale and in the follow up interaction the 
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customer is asked whether he would like to complete the Sale 
and the answer is yes, an action can be generated and 
automatically performed to transfer the client to another 
agent to complete the Sale or to direct the customer to a web 
page to complete the Sale and the like. The feedback and 
action form is utilized as the driver of the follow-up inter 
action 40 and for Storing the responses of the participants 10, 
14. The feedback and action form is tailored for interaction 
with one or more participants 10, 14, Such as a customer, and 
representatives (agents) or Supervisors or with other parties. 
The feedback and action form is connected logically via 
Specific link records to the base interaction recording 16 as 
well to other Vital data Structures, Such as for example 
customer records and agent records Stored in a customer 
relationship management System. The follow-up interaction 
40 is used to provide interaction information that will enable 
further exploration of conduct of the base interaction 12 as 
reflected via the opinions of the participants 10, 14 by 
Supervisors 44, 46, to include managers, quality assurance 
perSonnel, and the like. The apparatus 18 is further operative 
in the performance of the follow-up interaction 40. The 
apparatus 18 is yet further operative in the required handling 
of the interaction information generated during or after the 
one or more follow up interactions 40. 
0019. Still referring to FIG. 1, the interaction information 
apparatus 18 comprises a base interaction handler 20, an 
information request generator 22, a feedback and action 
form builder 24, a follow-up interaction manager 26, an 
interaction information handler 28, an information requests 
list 30, one or more control tables 32, a feedback and action 
forms database 34, and one or more participants master files 
36. Each one of the above components may be operated 
through one or more computer Software modules pro 
grammed to achieve the Specific operations described below. 
To operate the System contemplated by the present invention 
only a number of the modules shown may be required. The 
handler 20 is responsible for the processing of the interac 
tion capture 16. The handler 20 is functional in identifying 
the interaction media and the associated interaction partici 
pant. Thus, the handler 20 receives a stream of data or an 
audio stream, identifies a particular episode and extracts the 
interaction associated with the episode from the media 
received. The main responsibility of the handler 20 is for 
identifying and processing an interaction episode that 
occurred during the base interaction 12 or alternatively a 
previous follow up interaction 40 from the interaction cap 
ture 16 received. An interaction episode is defined as a 
recorded Segment of the base interaction capture 16. The 
episode can include a predetermined number of Seconds 
before and after an event. One Such non limiting event can 
be a CTI “hold” event. Other exemplary events are described 
below. This base interaction can also comprise a follow up 
interaction 40. The interaction episode is conceptually gen 
erated by the occurrence of one or more media-specific 
events either typically initiated by one of the interaction 
participants 10, 14 or automatically created by the transmis 
Sion media handlers. Thus, when the base interaction 12 is 
performed through a telephone network utilizing computer 
telephony-integration techniques (CTI), an event could be a 
“hold” event initiated by a participant, Such as a represen 
tative. When the base interaction 12 is performed via data 
communication network, Such as the Internet or more spe 
cifically the World Wide Web, an event could be a screen 
event, Such as a certain keystroke performed on a connected 
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keyboard or the activation of a certain GUI-based activation 
button by one of the interaction participants. The event could 
be based on various content characteristics in the captured 
media Stream 16. For example, in an audio recording or an 
audio Stream a particular tone of Voice of one of the 
participants may be construed as an event. Similarly, the 
appearance of a certain word or a particular phrase uttered 
by one of the participants and consequently appearing in the 
recorded interaction content could be interpreted as an event. 
An examination text and identification of predetermined text 
out of Speech to text conversion can also be defined as an 
event. The occurrences of one or more Such media-specific 
events can be captured during the process of capture of the 
content of the base interaction 12. The handler 20 is respon 
Sible for identifying pre-defined events and in accordance 
with the event characteristicS logically form and mark an 
interaction episode on the interaction capture 16. Additional 
examples as well as detailed description of the process of 
identifying an event and defining a media Segment related to 
this event can be seen in co-pending PCT application Serial 
number PCT/IL03/00684 filed Aug. 18, 2003 titled APPA 
RATUS AND METHOD FOR CONTENT ANALYSIS, 
MARKING AND SUMMING and in co-pending U.S. 
patent application Ser. No. 10/706,282 filed 13 Nov. 2003 
titled APPARATUS AND METHOD FOR EVENT 
DRIVEN CONTENT ANALYSIS. 

0020 Still referring to FIG. 1 the information request 
generator 22 receives data regarding the identified episode 
and in accordance with the content, context, or other char 
acteristics of the episode generates, Selects or otherwise 
obtains one or more information requests. An information 
request is a question designed to be represented to one or 
more participants 10, 14 in the framework of the follow-up 
interaction 40. An information request can also include an 
action to be performed by the System of the present inven 
tion or by a party to the base or follow up interactions or by 
a third party. An information request can be generated as 
conditional upon an action or upon a particular answer to a 
previous information request or conditional upon Some other 
predetermined event or condition. The feedback and action 
form builder 24 is responsible for collecting the entire set of 
generated information requests and for inserting the infor 
mation requests into a machine-readable feedback and 
action form typically Stored in the feedback and action forms 
database 34. After the capture 16 is processed the feedback 
and action form is ready to be used. The feedback and action 
form can later be updated or Supplemented. Each feedback 
and action form can include various avenues of execution 
and that additional information requests can be added during 
or after the follow up interaction itself or later follow up 
interactions. The follow-up interaction manager 26 is 
responsible for the operation of the one or more follow-up 
interactions 40. The follow-up interaction 40 is activated 
automatically by the manager 26 either immediately after 
the completion of the base interaction 12 or at a pre 
determined later point in time. The manager 26 activates the 
one or more follow-up interactions 40 via a pre-determined 
interaction media. The activation of the follow up manager 
can be accomplished manually or according to pre-deter 
mined rules set by the controller of the system. Thus, for 
example, the interaction 40 could be performed by present 
ing the information requests included in the feedback and 
action form as audio questions via a telephone network in 
association with an IVR interface. The manager 26 receives 
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and handles the responses to the follow up interaction. The 
handling by manager 26 could include validation, Verifica 
tion, error-checking, and the like. The responses could be 
obtained in a voice format or in a dial tone format accom 
plished by the appropriate activation of a telephone handset 
dialing keys by the participant. Alternatively, the follow up 
interaction 40 could be performed via a data communication 
network where the feedback and action form is structured 
into a Web form and Sent via electronic means, Such as 
e-mail or a Web Site, instant messaging, fax, and the like. AS 
a result to operative limitations different portions of the 
feedback and action form could be communicated to the 
interaction participants 10, 14 in a different manner. Thus, 
Some question groups in the form could be presented in a 
Voice format while other question groups could be e-mailed 
to the participants 10, 14 accompanied with the request that 
answers should be inserted and the feedback and action form 
to be e-mailed back a pre-determined address. Manager 26 
can in one alternative embodiment be absent where the 
feedback and action forms are provided to human represen 
tatives who call customers in order to pursue the follow up 
interaction manually. In Such Scenario the manager 26 can be 
used and will be useful to keep track of responses to requests 
put to customers in an orderly fashion. 

0021. The interaction information handler 28 is an 
optional module to be used by Supervisors when a review or 
investigation of an interaction is required. The handler 28 
responds to the request of one or more Supervisors 44, 48, by 
accessing interaction information associated with the base 
interaction 12. The interaction information is generated via 
the Submission of answers or performing of actions by 
participants 10, 14 to one or more information requests (Such 
as questions or actions) included in the feedback and action 
form during one or more follow-up interaction 40. The 
handler 28 further provides the option to the Supervisors 44, 
46 to navigate between the feedback and action forms, the 
interaction capture 16 or its recording or the participants 
master files 36 or any associated later performed follow up 
interaction 40 and associated data or meta data. The infor 
mation requests list 30 is preferably an encoded data Struc 
ture that contains pre-determined information requests 
indexed in accordance with the interaction episode charac 
teristics, content and context. For example, the information 
requests can include question Such as "Did you find the 
representative's use of 'device A helpful'?" or “Would you 
like to purchase purchase item A now'?” and the like. 
Alternatively, the information request list 30 can include 
individual words, nouns, adjectives, names and other useful 
words to create Sentences or questions from which the 
information requests can be built. The information request 
generator 22 could access the information requests list 30 
and obtain the appropriate information request or parts 
thereof from which an information request can be built in 
accordance to the episode characteristics received from the 
interaction capture handler 20. Optional control tables 32 
contain various useful parameters regarding the operation of 
the apparatus. The control tables 32, for example, could 
Store parameters defining the identified episodes, parameters 
defining the type and number of information requests to be 
generated for a specific episode, the type of participants, and 
the like. The feedback and action form database 34 is a data 
Structure Storing the feedback and action forms. The feed 
back and action forms include one or more information 
request entries, where an entry could include one more 
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information requests to one or more participants, various 
pointer values connecting the feedback and action form and 
the information request entries to the interaction capture 16 
and to the Suitable records in the participant master files 36. 
The participant master files 36 are data structures Storing 
specific information about the participants. The files 36 
could include participant name, participant type (customer, 
agent), and additional personal data. Note should be taken 
that the master files 36 could be external to the apparatus 18 
and could be implemented in a linked CRM apparatus, an 
accounting apparatus, a perSonnel records apparatus, and the 
like, also remotely to the location of the apparatus 18, linked 
via a data communications network. 

0022 Referring now to FIG. 2A showing an exemplary 
interaction capture handler designated 20. The interaction 
capture handler 20 includes an interaction media identifier 
54, an interaction participant identifier 58, an interaction 
capture analyzer 60, an interaction episode identifier 68, and 
an interaction episode handler 70. Persons skilled in the art 
will appreciate that a Single module or more than the number 
of modules shown can implement the above Stated modules 
within the interaction capture handler 20. FIG. 2A shows a 
number of modules for convenience and clarity purposes. 
The interaction media identifier 54 is responsible for iden 
tifying the type and format of the capture of the base 
interaction or later a follow up interaction upon which 
another follow up interaction would be performed. The 
interaction media identifier 54 is also responsible for iden 
tifying the part of the media stream associated with each 
participant of the interaction. If the channels are Summed 
then the System receiving the Summed channel and can 
identify the participants by applying a Speaker recognition 
algorithm. Speaker recognition in this context refers to 
Speak identification and marking each Segment of interaction 
as associated with a particular participant of the interaction. 
Persons skilled in the art will appreciate that the present 
invention is also intended to handle Summed Video, e-mail, 
chat and other forms of data. The interaction recording 
analyzer 60 is designed and implemented for analyzing the 
recorded content of the base interaction or later a follow up 
interaction upon which another follow up interaction would 
be performed. The interaction recording analyzer 60 
includes typically a set of DSP routines, Such as an audio or 
video or other media events analyzer 62, a CTI events 
analyzer 64, a Screen events analyzer 66, and the like. The 
media events analyzer 60 could include a word Spotter, an 
emotion detector, a talk analyzer, a speech to text, media 
content analyzer, media characteristics analyzer, and the like 
The media events analyzer 62 provides the interaction 
capture analyzer with the various data necessary to properly 
analyze the media captured. For example, the media events 
analyzer would be instrumental in determining when Spe 
cific words are spoken, or when a particular e-mail is sent, 
or chat line has been entered or when a physical gesture of 
a participant is caught on camera. The CTI analyzer 64 
identifies CTI events, such as “hold”, “disconnect”, “hook 
up’, events generated in response to particular CTI infor 
mation and the like. The Screen events analyzer 66 detects 
predetermined Screen events which can be used as events 
triggering the follow up interaction. Reference is made to 
PCT Patent Publication serial number WOO2/O73413A3 
titled SYSTEMAND METHOD FOR CAPTURING, ANA 
LYZING AND RECORDING SCREEN EVENTS, pub 
lished 19 Sep. 2002 which provides a system for capturing 
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and analyzing Screen events. The interaction episode iden 
tifier 68 identifies an interaction episode based on the 
analyzed content of the interaction recording. The episode 
identified can be any one of a number of predetermined 
triggers, Such as a CTI event, a media event, a Screen event 
and the like. The interaction episode handler 70 collects the 
results provided by the interaction capture analyzer, Such as 
the characteristics, Selected content and context of the inter 
action episode. The episodes can be determined according to 
CTI information, or other events. Reference is made to PCT 
Patent Application serial number PCT/IL03/00684 titled 
APPARATUS AMD METHOD FOR AUDIO CONTENT 
ANALYSIS, MARKING AND SUMMING filed 18 Aug. 
2003 which is incorporated herein by reference and provide 
details in relation to audio content analysis, marking and 
Summing Such content on the basis of meta data received 
from the audio channel itself or other media provided with 
the audio channel. 

0023 Referring now to FIG. 2B the information request 
generator 22 includes an information request Selector 72, a 
feedback and action table entry assembler 74, an information 
request list handler 78, am interaction capture link builder 
78, and an interaction episode link builder 80. Persons 
skilled in the art will appreciate that a single module or more 
than the number of modules shown can implement the above 
Stated modules within the interaction request generator 22. 
The information request selector 72 is responsible for select 
ing an information request, Such as a question or action, in 
accordance with the interaction associated with the interac 
tion episode and optionally with characteristics, context or 
Selected content of the interaction episode. The information 
request Selector 72 selects an information request from the 
information request list 30 of FIG. 1. Such information 
requests are predefined and predetermined and include ques 
tions or answerS Specifically designed to be introduced to in 
expected circumstances. One Such information request can 
be the question “Were you (the customer) upset when the 
representative put the call on hold?” The operative word 
here is “hold'. The information request will be easily 
associated with a hold CTI event detected by the system 
during or after the base interaction. Alternatively, the Selec 
tor 72 further selects the information requests from an 
internal built-in table or could generate a request indepen 
dently. Generating the information requests can be per 
formed automatically through the use of various AI-like 
tools, Such as text processing utilities applied to text gen 
erated from a Speech to text utility applied to the capture 
received and other like tools enabling to automatically 
generate information requests. The information request built 
from various parts of an interaction request can be obtained 
by accessing information request list 30 of FIG. 1 and 
extracting specific words to be assembled into an informa 
tion request. For example, in response to a CTI transfer 
event in the base interaction, the Selector 72 can Select a 
partially construed sentence Such as "Did you (the customer) 
notice that the call was Field A2 where field A in this 
instance would be the CTI event word, which is “trans 
ferred”. Alternatively, the selector 72 can select each part of 
the sentence to be built from the information requests list 30 
of FIG. 1 and construe a valid question or action. An 
example would be the Selection of a base Sentence Such as 
“Did the Field B Field C you about Field D” and wherein 
Field B would be the identity of the representative, Field C 
the verb (such as ask, verify and the like) and Field D would 
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be the Subject, Such as a particular Service or product or 
problem or action. The construed information request could 
be “Did the representative ask you about our Summer 
Specials? Alternatively, the Selector 72 can use a Sentence 
builder module to build the information requests from words 
provided in the information requests list 30 and the particu 
lar content, context or characteristics of the base interaction 
or the follow up interaction as identified by the interaction 
capture analyzer. The feedback and action table entry assem 
bler 74 is functional in assembling a feedback and action 
table entry by utilizing one or more information requests 
previously Selected or generated by the Selector 72, and one 
or more pointer values generated in order to create links 
between the interaction episode and the information request 
entry and between the feedback and action table and the base 
interaction capture 16 of FIG. 1 or later follow up interac 
tions. The feedback and action table may comprise various 
information requests or parts thereof, or words, or actions. 
The interaction capture link builder 78 marks the interaction 
capture 16 of FIG. 1 with a pointer value indicating the 
location of one or more feedback and action forms associ 
ated with the capture 16 and marking the feedback and 
action form with a pointer value indicating the location of 
the capture 16. The capture 16 may be later recorded and 
optionally Stored and the pointer value will be updated 
accordingly to maintain the link between the interaction and 
the feedback and action form generated So as to maintain a 
direct link there between. The interaction episode link 
builder 80 is designed for marking the interaction episode 
with a pointer value indicating the location of one or more 
information request entries in the feedback and action form 
and for marking the one or more information request entries 
with a pointer value indicating the location of the interaction 
episode. While a particular manner of construing an infor 
mation request is shown above, it will be clear to the perSon 
skilled in the art that like methods of creating information 
requests can be Similarly used to construe information 
requests to be used in association with the present invention. 
0024. Referring now to FIG. 2C the follow-up interac 
tion manager 26 responsible for the operation of the one or 
more follow-up interactions 40. The follow up interaction 
manager 26 comprises a follow-up interaction media Selec 
tor 82, a feedback and action form presenter 86, an infor 
mation request response handler 84, and an information 
request entry updater 88. Persons skilled in the art will 
appreciate that a Single module or more than the number of 
modules shown can implement the above Stated modules 
within the follow up interaction manager 26. The follow-up 
interaction media Selector is operative in Selecting the type 
and format of a media utilized for the performance of the 
follow-up interaction 40 of FIG.1. Such media can include, 
but is not limited to, audio for use with a, cellular or 
telephone based Systems, text for e-mail based Systems, 
video or multimedia for data network based systems, The 
feedback and action form presenter 86 displays the infor 
mation requests included in the feedback and action form to 
the participants 10, 14 of the follow-up interaction 40 of 
FIG. 1 in the media Selected. Thus, perSons participating in 
the follow up interaction via a data network based Service 
will receive a web page comprising the feedback and action 
form while perSons participating in the follow up interaction 
via voice based networks will receive an IVR type feedback 
and action form. The information request response handler 
84 receives the responses (answers) of the participants to the 
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presented information requests. The information request 
entry updater 88 inserts the received responses into the 
information request entry included in the feedback and 
action form. 

0025 Referring now to FIG. 3A the interaction informa 
tion handler 28 includes a base interaction capture locator 
90, an interaction episode locator 92, and an interaction 
capture-interaction episode-feedback and action form navi 
gator 94. Persons skilled in the art will appreciate that a 
Single module or more than the number of modules shown 
can implement the above Stated modules within the inter 
action information handler 28. The capture locator 90 
receives a request including a location reference and locates 
the capture 16 of FIG. 1 or the recording or storage of a base 
interaction 12 of FIG. 1 or of a follow up interaction. The 
interaction episode locator 92 locates an interaction episode 
associated with a base interaction 12 of FIG. 1 or a follow 
up interaction. The interaction capture-interaction episode 
feedback and action form navigator 94 provides the option 
to the Supervisors 44, 48 of FIG. 1 for selectively navigating 
and indirectly locating base or follow up interaction capture 
or recordings, and associated records of follow-up interac 
tions. The navigation is enabled by the utilization of the links 
provided by the Stored interaction identification values, 
Stored the interaction episode location pointer values and the 
Stored feedback and action form pointer values. 
0026 Referring to FIG.3B the feedback and action form 
96 includes form-specific data and one or more information 
request entries 106. The feedback and action form specific 
data includes a form identification 98 for uniquely identi 
fying the feedback and action form. One or more partici 
pants identification 100 for uniquely identifying the partici 
pants of the interaction; a link to an associated interaction 
capture or recording 102 to enable direct acceSS from the 
feedback and action form 96 to the base or follow up 
interaction recording 16 of FIG.1. And one or more links to 
the interaction participants master records 104 to enable 
direct access to the participants master files 36 of FIG. 1 
from the feedback and action form 96. The information 
request entry 108 includes a link to an associated interaction 
episode 108, one or more information requests 110 associ 
ated with one or more respective interaction participants, 
and one or more responses to the information requests 112 
asSociated with one or more respective interaction partici 
pants. Persons skilled in the art will appreciate that the 
feedback and action form can be construed of only infor 
mation requests and in addition other types of data which 
can be used by the apparatus of the present invention. The 
above mentioned Structure is shown as an exemplary feed 
back and action form provides additional and enhanced 
capabilities to the apparatus of the present invention. 
0027. Referring to FIG.3C the feedback and action form 
builder 24 includes a feedback and action form initializer 91, 
an information request entry record builder 93, an informa 
tion request entry record updater 95, and a feedback and 
action form finalizer 97. Persons skilled in the art will 
appreciate that a single module or more than the number of 
modules shown can implement the above Stated modules 
within the feedback and action form builder 24. The function 
of the feedback and action form initializer 91 is to create one 
or more new feedback and action forms 96 of FIG. 3B 
designed to be associated with an interaction episode 112, 
114, 116, 118 of FIG. 4. In addition, the feedback and action 
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form initializer 91 is responsible for the opening of the new 
feedback and action forms 96 as preparation for the insertion 
of the information request entries. The information request 
entry builder 93 receives groups of assembled information 
request entry fields from the information request generator 
22 of FIG. 1 and inserts the groups of information request 
entry fields into one or more information request entry 
records 106 of FIG. 3B. The information request entry 
record updater 95 is responsible for inserting the information 
request entry records 106 into one or more feedback and 
action forms 96 of FIG. 3. The function of the feedback and 
action form finalizer 97 is to prepare the feedback and action 
forms 96 associated with the interaction episode 112, 114, 
116, 118 of FIG. 4 and to insert the prepared feedback and 
action forms 96 of FIG. 3B into a feedback and action forms 
database 34 of FIG. 1. 

0028 Referring now to FIG. 4 the base interaction or a 
follow up interaction treated as a base interaction capture 16 
includes one or more interactions Such as interaction episode 
1 (112), interaction episode 2 (114), interaction episode 3 
(116), and interaction episode n+1 (118). Alternatively, the 
base interaction has been recorded and Stored on a Storage 
device such as a tape or hard disk or the like. Note should 
be taken that although the drawing under discussion shows 
only four episodes in a realistic environment an interaction 
recording could include a plurality of interaction episodes. 
The interaction capture 16 is generated by the capture of a 
base interaction 12 involving two or more active participants 
10, 14. Alternatively, the interaction capture 16 is generated 
by the capture of a follow up interaction treated as a base 
interaction 12 involving two or more active participants 10, 
14. In the preferred embodiment of the invention, the base 
interaction is an interaction or a Service interaction taking 
place between one or more representatives associated with a 
call center, a Service center, a virtual Service center, and the 
like, and a customer. AS noted above the present invention 
also intends to cover any other bi or multi-party interaction 
or interactions. The interaction is captured via various 
transmission media. Optionally, the interaction may be 
recorded and optionally also stored in order to provide for 
permanent records of the interaction. In the preferred 
embodiment of the present invention, one or more of the 
interaction episodes 112, 114, 116, 118 could be the source 
of one or more information requests 120, 122, 123, 125 in 
a feedback and action form. The finalized feedback and 
action form is a data Structure generated by Specific modules 
of the apparatus 18 of FIG.1. The feedback and action form 
is utilized as a driver for a follow-up interaction 40 and as 
a depository of the information requests and participants 
responses to the requests where each information request 
and the associated response are connected to an interaction 
episode. AS noted above information requests may include, 
but are not limited to questions, and actions to be performed 
by a party to the interaction, a third party or an automated 
machine. Thus, information request 120 is based on the 
interaction episode 1 (112), information request 122 is based 
on the interaction episode 2 (114), information request 123 
is based on the interaction episode 3 (116), and information 
request 125 is based on the interaction episode 4 (118). 
Preferably, each interaction request entry 120, 122, 123,125 
includes Several data fields, Such as those described more 
specifically in association with FIG. 3B. In the preferred 
embodiment of the present invention, information request 
entry 120 includes a link to the interaction episode 1 (112) 
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on which the entry 120 is based, an information request to 
one or more participants (124, 128), a response received 
from the one or more participants (126, 130). One non 
limiting example would be the following: the interaction 
captured 16 would be a conversation between a customer 
and a representative of a financial institution wherein the 
customer requests information about a new Service offered 
by the financial institution. The representative becomes 
upset with the customer and raises his voice during the 
conversation. The episode 112 is defined as ten Seconds 
before and ten seconds after the high tones voiced by the 
representative. An information request 124 is generated in 
response to this episode to include the question “whether the 
customer believes the representative acted inappropriately 
when he raised his voice'?” A feedback and action form (not 
shown) is generated to include the said information request. 
The feedback and action form is provided to the customer 
during or after the follow up interaction 40. The customer 
answers the information request and the answer 126 is Stored 
and is linked to the episode 112 via link 122. Similar 
question 128 can be put to the representative and the 
response 130 stored and linked via link 122 to episode 112. 
A feedback and action form comprising a plurality of 
information requests can Substitute Single information 
requests 124, 128 and appropriate linking provided via 
multi-link 122 between each information request and each 
episode or between each feedback and action form and each 
episode. In addition, each information request can alterna 
tively or in addition include an action item to be agreed upon 
or performed by the participant or by the apparatus 18 of 
FIG. 1. For example, if the representative was offering for 
Sale a particular Service and due to the interaction handling 
Such Service was not eventually Sold, the follow up inter 
action information request can include an action which 
would offer the customer undergoing the follow up interac 
tion to purchase the service offered. The response by the 
customer can be the trigger for automatically referring the 
customer to another representative for completing the Sale, 
or completing the Sale Systems. Such as IVR or data network 
based commerce Systems, Such as a web site having a 
commerce capabilities. AS noted below the interaction 16 
can itself be a follow up interaction, So as to accomplish a 
follow up interaction on a previously executed or on an on 
going follow up interaction. The additional information 
request entries 122, 123,125 include substantially the same 
fields and show that each interaction can potentially com 
prise an unlimited number of episodes and an unlimited 
number of information requests entry. Each information 
request entry may be recorded and Stored for later exami 
nation and debriefing. During the examination of informa 
tion collected regarding a specific interaction episode it is 
useful to compare the responses of the participants for better 
understanding of the events the entire Set of participant 
provided information Stored in a Single entry. Since handling 
a single entry is considerably easier than locating and 
comparing two or more entries Storing more than one 
participant-provided information, a single entry is consid 
erably more efficient than attempting to access two or more 
Separate entries regarding the Same interaction episode. In 
other preferred embodiments of the invention a Separate 
information entry could be created for each participant 
regarding the Same interaction episode. In yet other pre 
ferred embodiments Several additional information requests 
and participant-provided responses could be Stored in a 
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single information request entry. The links 122, 132, 142, 
152 connecting the information request entries 120, 122, 
123, 125 to the interaction episodes 112, 114, 116, 118 
generally include an interaction episode location value and 
a time reference or like link related information. The links 
are preferably two-way links where the interaction episodes 
112, 114, 116, 118 are marked with links pointing to the 
respective information request entries 120, 122, 123, 125. 
Where more than one information request entry is generated 
for a single interaction episode then multi-way links are 
generated. 

0029) Referring now to FIG. 5 illustrating a simplified 
flow chart of the method for the analysis of the interaction 
capture, for the generation of the feedback and action form, 
and for the execution of the follow-up interaction. The 
process of generating the information requests and feedback 
and action forms and preparing the follow up interaction is 
preferably performed in real time and on the fly during the 
base interaction. The information requests can also be gen 
erated in off line mode once the capture has been Stored, 
even in a temporary memory, and analyzed, or after the base 
interaction. The information requests can also be tuned up in 
real time during both the base interaction and the follow up 
interaction, as the answers of the participants are received 
and analyzed. For example, a set of questions may be 
dependant on the receipt of one answer, and if Such answer 
is not received than the Set of questions will not be intro 
duced to the participant. And Similarly, a Series of questions 
can be added in response to a particular answer provided by 
the recipient to a particular question. The base interaction is 
continuously being captured and analyzed for events that 
will generate episodes for the follow up interaction. AS noted 
above, the base interaction can itself be a follow up inter 
action. The following shows the process for the generation 
of the feedback and action form and for the execution of the 
follow-up interaction after at least a part of the interaction 
has been captured, Such that Such part can be analyzed and 
the follow up interaction prepared there after. The analysis 
of the captured interaction can begin a few Seconds after the 
interaction begun on the captured Section of the interaction. 
At step 180 the interaction capture is analyzed and the 
transmission media of the base interaction is identified. At 
Step 182 the interaction capture is further analyzed and an 
interaction episode is located and marked in the base inter 
action capture. AS noted above each episode corresponds 
predetermined events, Such as CTI events, Screen events, 
result of analyzers applied to the base interaction captured, 
Such as word Spotting, high emotions Spotting, and the like. 
At Step 184 the content of the interaction episode is analyzed 
for obtaining the relevant content, context and characteris 
tics of the interaction episode. Optionally, at step 186 the 
characteristics of the interaction participants is obtained and 
at step 188 the optional participants information and the 
interaction episode data is utilized to Select, to generate or to 
obtain one or more information requests. At step 190 a 
two-way or multi-way link is generated between the inter 
action episode and the one or more information requests and 
at Step 192 the information request entries are assembled 
from the link values and the information requests. At Step 
196 a two-way or a multi-way link is generated between the 
interaction participants associated with the information 
request entries and an optional master records of the par 
ticipants. At step 198 the assembled information request 
entry is inserted into a feedback and action form. At step 200 
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the participants of a base interaction are notified by the 
apparatus concerning the potential execution of follow-up 
interaction. The participants can be notified during or at the 
end of the base interaction. At step 202 the confirmation of 
the participants requested are received for the provision of 
the responses to the presentation of the feedback and action 
form. At step 204 one or more feedback and action forms 
presented to the participants agreeing to participate in the 
follow up interaction. 
0030) Referring now to FIG. 6 illustrating a simplified 
flow chart of the alternative method for the analysis of 
interactions captured, for the generation of the feedback and 
action form, and for the execution of the follow-up interac 
tion. In step 210 the interaction is captured by the various 
capture means available, Such as by microphones, video 
cameras, computerized devices Such as the memory of a 
computing device and the like. In Step 212 the parts of the 
captured interaction are analyzed to identify episodes. Epi 
Sodes are determined according to predetermined events 
found during or after the analysis of the captured interaction. 
AS noted above various events can be searched for and 
identified. For each identified event an additional predeter 
mined part of the interaction is added to create an episode 
which includes a Stream of audio, Video or multimedia. For 
each episode, in Step 214, one or more information requests 
are generated as is described in association with previous 
Figures. AS noted above the information requests can 
include questions or actions and the like. The information 
request may be combined into a feedback and action form. 
In step 216 a follow up interaction is established with the 
participants of the base interaction or with other related 
parties, Such as Supervisors, managers, other representatives 
and the like. In step 218 the information request is provided 
to participant n and in Step 220 participant n responds to the 
information request and the response is received and is 
Stored. At the same time other participants or related parties 
Such as participant n+1 can also receive the information 
request (Step 222) and their response also received (Step 
224). In step 226 the participants of the follow up interaction 
responses are optionally Stored and are linked to the episode 
identified and the base interaction. If the information request 
comprises an action and the response provided by the 
recipient is affirmative then in Step 226 the action is per 
formed. A list of exemplary actions was provided herein 
above. Optionally, in Step 228 the various responses are 
compared one to the other. For example if the same ques 
tions have been put both to a customer and one or more 
representative than a table comprising a comparison of the 
answers can be generated So as to obtain an understanding 
of the episode handling. For example, a customer may 
answer that a representative behaved in a particular manner, 
while the representative can deny Such behavior and the 
combination can provide a negative indication in a table to 
be provided and linked to the episode. The use of XOR and 
OR rules to create Such a table will assist Supervisors in 
immediately assessing inconsistencies between the customer 
and the representative. Such inconsistencies can be easily 
investigated by clicking on the link provided from the 
response or Such table directly to the episode and the base 
interaction. In addition, in Step 230 a Second follow up can 
be generated on the basis of the first follow up interaction. 
In the example provided above it is likely that additional 
questions may be desirable to obtain additional information 
from the participants. In addition, if in a follow up interac 
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tion it is discovered that certain items have not been per 
formed during or after the base interaction, than the Second 
follow up interaction can include actions which will offer 
and assist the customer or the representative to complete that 
which has not been done during or after the base interaction 
or to receive additional information or accomplish any task 
related to the base interaction. 

0031. In accordance with the preferred embodiment of 
the invention, consequent to the performance of the base 
interaction and the generation of one or more feedback and 
action forms an at least one follow-up interaction is executed 
involving one or more base interaction participants. The 
follow-up interaction is driven by one or more feedback and 
action forms created during or after the base interaction. The 
follow-up interaction is utilized for obtaining interaction 
information regarding the events occurred during or after the 
base interaction where the events are associated with an 
interaction episode. The base interaction can also be a follow 
up interaction So that follow up interactions can be per 
formed on follow up interactions. 
0.032 The answers obtained during the follow-up inter 
action are inserted into the appropriate information request 
entries in the feedback and action form. The completed 
feedback and action forms provide interaction information 
that would be accessed during consequent interaction exami 
nation. The forms could be accessed, displayed and exam 
ined by interaction information examiners, Such as opera 
tions Supervisors, junior managers, auditors, external 
investigators and the like. The two-way or multi-way links 
generated during the feedback and action form creation and 
information request entries formation provide for ready 
navigating acroSS the interaction recordings, the associated 
feedback and action forms, the interaction episodes, the 
asSociated information request entries, and the participants 
master files. 

0033. The type and characteristics of the interaction 
episodes operative in the generation of the information 
request entries could be permanently pre-defined or could be 
dynamically defined prior to the generation of the feedback 
and action form. In order to assign one or more information 
requests (questions) to an interaction episode the informa 
tion requests could be generated dynamically and adaptively 
where the generating proceSS is based on the following 
non-limiting parameters: a) The contents and context of the 
interaction episode, b) diverse external and/or internal data, 
c) historical and/or current interaction or interaction infor 
mation data, d) content analysis data e) complexity of the 
interaction content, f) participants accent, g) participants 
dialect, h) participants tone, i) participants clarity of 
speech, j) number of questions introduced, k) order of 
questions introduced and l) the answers provided by the 
participant of the Survey provided. Information requests 
could be further selected from a pre-defined set of informa 
tion requests. The follow up interaction is initiated for all the 
participants of the base interaction, Such as customers, 
representatives, agents, and the like. During or after the 
follow up interaction the Server may generate on the fly 
additional questions to be added to the feedback and action 
form being answered or pursued. Thus, when am informa 
tion request (Such as a question) is being asked and the 
participant answers the information request the apparatus 18 
will immediately analyze the answer received and generate 
an additional information request based on the answer 
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received and will then incorporate the new information 
request into the follow up interaction now being conducted. 
This means that instead of having follow up interactions 
with respect to follow up interactions the apparatus 18 will 
continue to investigate the episode and the follow up inter 
action by continuously introducing information requests or 
actions until no events (whether in the base or in the follow 
up interactions) are left to interrogate. This 
0034. It will be appreciated by persons skilled in the art 
that the present invention is not limited to what has been 
particularly shown and described hereinabove. Rather the 
Scope of the present invention is defined only by the claims 
which follow. 

I/We claim: 
1. An apparatus for the acquirement of interaction related 

information, the apparatus comprising the elements of: 
an interaction capture handler for capturing and analyzing 

an at least one interaction to identify an at least one 
episode within the at least one captured interaction; 

an information request generator for generating an at least 
one information request associated with the at least one 
interaction episode, 

a feedback and an action form builder for building an at 
least one feedback and an action form associated with 
the at least one captured interaction and including the 
at least one information request associated with the at 
least one episode. 

2. The apparatus of claim 1 further comprising a follow 
up interaction manager for receiving and handling a 
response to the at least one information request in the at least 
one feedback and action form. 

3. The apparatus of claim 2 wherein the information 
request generator generates an at least one information 
request associated with the at least one interaction episode 
generated during or after the follow-up interaction. 

4. The apparatus of claim 1, wherein the interaction 
capture handler comprises the elements of 

an interaction media identifier for identifying the type and 
format of the recorded base interaction; 

an interaction capture analyzer for analyzing the contents 
of the interaction capture, 

5. The apparatus of claim 4 wherein the interaction 
capture handler further comprises the element of an inter 
action participant identifier for identifying the participant or 
the characteristics of the interaction participant. 

6. The apparatus of claim 1, wherein the interaction 
capture handler comprises the elements of an interaction 
episode identifier for identifying an interaction episode in 
the capture of the base interaction; and 

an interaction episode processor for collecting and 
extracting the characteristics and Selected content of the 
identified interaction episode. 

7. The apparatus of claim 4, wherein the interaction 
capture analyzer is one of the following: an audio analyzer; 
a word Spotter apparatus, an emotion detector apparatus, a 
talk analyzer, a speech to text analyzer a computer telephony 
integration data analyzer. 

8. The apparatus of claim 1, wherein the information 
request generator comprises the element of an information 
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request Selector for Selecting an at least one information 
request in accordance with the characteristics of the at least 
one interaction episode. 

9. The apparatus of claim 1 wherein the the information 
request generator is activated where at least a part of the at 
least one interaction is captured. 

10. The apparatus of claim 1, wherein the information 
request generator comprises the element of a feedback table 
entry assembler for assembling an at least one feedback 
table entry utilizing the at least one information request 
record, a pointer value indicating the location of the at least 
one interaction episode, and an identification value to indi 
cate the identification of the interaction capture. 

11. The apparatus of claim 1 wherein the information 
request is a question or action to be performed. 

12. The apparatus of claim 11 wherein the question or 
action to be performed are generated in response to a 
response to an information request presented to a partici 
pant. 

13. The apparatus of claim 1 further comprises the ele 
ments of 

an base interaction capture link builder for marking the 
capture of the base interaction with a pointer value 
indicating the location of the at least one feedback and 
action form; and 

an interaction episode link builder for marking the at least 
one interaction episode with the pointer value indicat 
ing the location of the at least one information request 
entry. 

14. The apparatus of claim 2, wherein the follow-up 
interaction manager comprises the elements of 

a follow-up interaction media Selector for Selecting the 
type and format of media utilized for the performance 
of an at least one follow-up interaction; 

a feedback and action form presenter for presenting the at 
least one information request associated with at least 
one feedback and action form to an at least one base 
interaction participant associated with an base interac 
tion; 

an information request response handler for receiving a 
response to the at least one information request from 
the at least one base interaction participant; and 

an information request entry updater for inserting the 
received response into the at least one information 
request entry in the at least one feedback and action 
form. 

15. The apparatus of claim 1 further comprising an 
interaction information handler comprising the elements of 

an base interaction capture locator for locating by refer 
ence the capture of an at least one base interaction; 

an interaction episode locator for locating an at least one 
interaction episode associated with the at least one base 
interaction; 

a follow-up interaction locator for locating an at least one 
feedback and action form associated with the at least 
one base interaction; and 

an base interaction capture-interaction episode-feedback 
and action form navigator for Selectively navigating 
and indirectly locating the associated base interaction 
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recording and the records of the follow-up interactions 
by utilizing the logical linkS provided by the interaction 
identification values, the interaction episode pointer 
values, and the feedback and action form pointer Val 
CS. 

16. A method for obtaining interaction related information 
and conducting a follow up interaction, the method com 
prising the Steps of 

analyzing a base interaction for identifying an at least one 
base interaction episode occurring during or after the 
base interaction; 

Selecting an at least one information request in accordance 
with at least one characteristic of the at least one base 
interaction episode, 

executing an at least one follow-up interaction with an at 
least one interaction participant, utilizing the at least 
one information request generated during or after the 
base interaction, for obtaining interaction information 
regarding the events occurred. 

17. The method of claim 16 further comprising the step of 
inserting the at least one information request into an at least 
one feedback and an action form. 

18. The method of claim 16 further comprises the step of 
executing an at least one follow-up interaction with an at 
least one interaction participant, utilizing the at least one 
information request generated during or after the base inter 
action, for obtaining interaction information regarding the 
events occurred. 

19. The method of claim 16 further comprises the step of 
executing an at least one follow-up interaction with an at 
least one interaction participant, utilizing the at least one 
feedback and action form generated during or after the base 
interaction, for obtaining interaction information regarding 
the events occurred. 

20. The method of claim 16 further comprises the step of 
executing an at least one follow-up interaction with an at 
least one interaction participant, utilizing the at least one 
information request generated after the base interaction is 
complete, for obtaining interaction information regarding 
the events occurred. 

21. The method of claim 16 wherein the step of analyzing 
is performed during or after the interaction. 

22. The method of claim 16 wherein the base interaction 
is a follow up interaction. 

23. The method of claim 16 wherein an information 
request is a question or an action. 

24. The method of claim 16 further comprising the steps 
of creating a logical link between the at least one interaction 
episode and the at least one information request. 

25. The method of claim 16 further comprising the steps 
of creating a logical link between the at least one interaction 
episode and the at least one information request. 

26. The method of claim 17 further comprising the steps 
of creating a logical link between the at least one interaction 
episode and the at least one information request and creating 
a logical link between the base interaction and the at least 
one feedback and action form. 

27. The method of claim 16 wherein the step of analyzing 
the capture of the base interaction comprises the Steps of: 

identifying the transmission media utilized for the per 
formance of the base interaction; and 
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locating an at least one interaction episode in the capture 
of the base interaction, the at least one interaction 
episode associated with an at least one event occurring 
during or after the base interaction. 

28. The method of claim 16, wherein the base interaction 
is an interaction for exchanging content information 
between an at least one customer and an at least one 
representative. 

29. The method of claim 16, wherein the characteristics of 
the at least one interaction episode are defined during base 
interaction. 

30. The method of claim 16, wherein the at least one 
information request is Selected in accordance with the char 
acteristics, Selected content and context of the at least one 
interaction episode. 

31. The method of claim 17 wherein the step of inserting 
the at least one information request into an at least one 
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feedback and an action form is performed during the base 
interaction or during the follow up interaction. 

32. The method of claim 18 further comprises the steps of: 
notifying at least one participant of the base interaction 

regarding the execution of the follow-up interaction; 
requesting confirmation for the provision of responses to 

the presentation of the at least one feedback and action 
form associated with the at least one follow-up inter 
action from the at least one participant of the base 
interaction; 

logically linking the at least one feedback and action form 
with a customer's master record; and 

logically linking the at least one feedback and action form 
with a representative's master record. 

k k k k k 


